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Abstract

This paper examines the scope and causes of workplace violence, the second leading
cause of death in the U.S. workplace today. A comprehensive review of existing
literature is presented and a new model for prevention and intervention of workplace
violence is proposed for use by practitioners. Suggestions for further data collection and
research are presented so that further refinement can be made to workplace violence
prevention and intervention models.
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Introduction

Workplace violence too frequently captures public attention only when media
focuses on a tragic workplace death or multiple homicides. The fact is that workplace
violence results in an average of20 deaths weekly (National Institute of Occupational
Safety and Health [NIOSH] 1996). Workplace deaths, due to homicide, have been rapidly
increasing throughout the past quarter century, while workplace deaths attributable to
other causes, such as falls and contact with objects, have been declining. In 1996,
homicide became the second leading cause of death in the workplace, surpassing machine
related deaths and slightly trailing motor vehicle deaths (Jenkins, 1996). Further,
homicide is the leading cause of workplace death for women (Bachman, 1994; Elliott and
Jarrett, 1994; Saidel, 1995). The realities of workplace violence have been
overshadowed by the stereotypes created by mass media. Selective news coverage has
shaped public beliefs that the typical workplace homicide involves a disgruntled
employee returning to harm a supervisor or co-worker. Extensive coverage of the
tragedies at post offices in Edmond, OK, Orange Glen, CA, and Royal Oaks, MI, in
which 23 employees were killed and another 10 were wounded, fueled the myth of
employee-on-employee violence to the extent that, in American culture, the term "going
postal" has become synonymous with workplace violence. The reality is that employeeon-employee violence constitutes less than 10% of workplace homicide. The principal
motive for fatal workplace violence is robbery, not employee vengeance (NIOSH, 1996).
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To discern fact from myth, the Bureau of Labor Statistics, in cooperation with
state agencies, developed the Census of Fatal Occupational Injuries (CFOI). This
principal source of worker fatality data was initiated in 1992 and encompasses
information on all work-related fatalities including those to private wage and salary
workers, government employees, and the self-employed. The Census attempts to profile
each fatal work injury by occupation, worker characteristics, equipment used, and
circumstances of the event. Such data is not available through one source thus the CFOI
incorporates governmental reports such as OSHA logs and Worker's Compensation
claims and then cross references the governmental reports with death certificates and
newspaper reports of deaths.
Homicide is, however, only a fraction of what constitutes workplace violence.
Threats and assaults that cause injuries occur more frequently can eventually escalate to
murder. It is estimated by the U.S. Bureau of Justice Statistics (1994) that 1 million
workers are assaulted annually. Surprisingly, these governmental estimates of nonfatal
workplace violence may well be the tip of the iceberg as the government estimates are
subject to sampling omissions and victim underreporting (Mattman, 1997: Northwestern
National Life Insurance, 1993; Society for Human Resources Management [SHRM],
1996). The principal source of governmental data on nonfatal workplace violence is
collected by the U.S. Department of Labor's Bureau of Labor Statistics Survey of
Occupational Injuries and Illness. It is based on a scientifically selected sample of
business establishments in the private sector. Tue survey, however, does not collect
violence data from the self-employed or governmental workers, unlike the fatality census.
This sampling practice creates two obstacles for the study of workplace violence. First,
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there are significant difficulties in comparing data regarding fatal and non-fatal
workplace violence since the populations for data collection differ. Secondly, the nonfatal violence data is suspect for significant underrepresentation of threats, assaults, and
harassment due to the exclusion of governmental workers and the self employed, two
groups who pose significant risk for non-fatal violence exposure (Bachman, 1994;
Personick and Windau, 1994; Rosenstock, 1994).
Underreporting of assaults by victims is another limitation faced by researchers
and governmental statisticians who seek to accurately identify the incidence rates and
demographics associated with non-fatal workplace violence. Workplace violence often
goes untold as some victims do not report the assault or their injuries (Bachman, 1994;
Hales,Thomas, Seligman, Paul J., Newman, Sandy C., Timbrook, Elton L., 1988; SHRM,
1996). Reasons given for non-reporting of assault or threats are that victims consider the
incidents private matters or fear negative repercussions to their employment, such as
termination or limitation to promotional opportunities. Employees are more likely to
discuss a workplace assault with an Employee Assistance Program counselor and are less
likely to discuss the matter with a member of management or the human resources
department.
The cost of workplace violence extends beyond the deaths, destruction to
property, and the injuries. The emotional devastation to survivors, witnesses, and persons
associated with the workplace may last for months or years. As research refines the
picture of workplace violence, its causes, and its effects, the toll upon survivors becomes
more apparent. In a 1993 survey on workplace violence, 62% of the human resources
respondents indicated that they believed there was an effect on their employees after a
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violent incident. A similar survey in 1996 resulted in 76% of the respondents indicating
that employees were affected following an incident of workplace violence (SHRM,
1996). Today, employers are recognizing signs of reduced job satisfaction, decreased
worker trust, increased absenteeism and increased employee turnover as common
outcomes of workplace violence for both victims and co-victims. Increases in
psychosomatic complaints along with symptoms related to sleeping disturbance, smoking
relapse, and anger are also outcomes common to victims and co-victims of workplace
violence (Solomon, 1992). Incidents of workplace violence cost U.S. employers between
$3 billion and $5 billion annually in healthcare claims, productivity, and workers'
compensation costs. Additional losses were seen in 1.8 million lost productive workdays
and $55 million in lost compensation to victims, not including absences covered by sick
or annual leave (Bachman, 1994). Significantly higher costs have been developed by
researchers who use cost factors derived from both public and private sector managers.
Those costs when calculated against the incidents reported in recognized studies such as
Northwestern National Life, the Bureau of Justice Statistics, the Bureau of Labor
Statistics, and the American Management Association, show workplace violence losses at
$36 billion annually (Mattman, 1998). The quantifiable costs are staggering for an
individual employer. Following the tragic shooting of two managers by a laid-off
employee at the Elgar Corporation, the company incurred $400,000 in losses beyond the
costs covered by insurance and an additional annual increase of $100,000 in insurance
premium. The General Dynamics Corporation incurred $1.2 million in losses, after
insurance, following an incident where an employee killed several co-workers. Losses in
productivity and to the balance sheet are not the only negative exposure to an employer's
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bottom line. Employers who suffer from workplace violence incidents are at further risk
for lawsuits by employees or their relatives particularly when negligent hiring, retention,
or security practices can be established. Recent settlements have ranged from a few
hundred thousand dollars to millions paid to disabled victims or families of the deceased.
One example of such a settlement was Francescia La Rose, an employee at a life
insurance company who was fatally wounded at work by her ex-boyfriend. Ms. La Rose
had informed her employer about a restraining order and indicated that she feared for her
life. The employer declined to invoke precautionary measures for Ms. La Rose and she
continued to work in the insurance company's reception area until the day her exboyfriend came into the office and shot her in the head. The family settled the suit for
$350,000 (Mattman, 1998). In Smith v. Amtrak (1987), the courts found the employer
liable for negligent supervisory practices in failing to discipline an employee who
repeatedly threatened and harassed his co-workers until the day the employee
permanently disabled another co-worker. The Courts awarded punitive damages to the
plaintiff in the amount of $3 .5 million.
The past decade has lead to more intensive study of workplace violence as a
special subset of violence in society. Both researchers and corporate executives alike
realized that workplace violence differed from general societal violence in a number of
ways and it had a profound impact upon employee morale and trust. Also, a 30%
increase in the rate of workplace violence during the past two decades fueled the interest
in researching this worrisome workplace phenomenon. The American workplace, once
considered a safe harbor against the random violence in our streets, was becoming a place
where employees worried about their safety while trying to pursue a livelihood. Initial
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research during the 1990's revealed one of the first distinctions between workplace
violence and violence in the general society. Workplace homicides were, primarily,
robbery related whereas homicide in the general population was only related to robbery
in 10% of the cases. Another notable and surprising finding was that more than half of
the violence victims in the general population knew their assailant whereas victims in the
workplace rarely knew their assailants. Increases in workplace violence have been noted
by governmental statisticians as well as by private organizations. In a recent survey of
human resources professionals, nearly half of the respondents reported that a violent
incident occurred in the workplace after January 1, 1994. By comparison, only 33% of
the respondents to a similar survey in 1993 reported a violent act at their organizations
during the previous five-year period [SHRM, 1996]. The most notable finding in this
decade of study on workplace violence is that much of the direct and indirect cost
associated with workplace violence could be avoided because most workplace violence is
predictable and preventable through precautions taken by employers (American
Federation of State, County, and Municipal Employees Union [AFSCME], 1998;
Bachman, 1994; Elliott and Jarrett 1994; Mattman, 1998; Moffat, 1994; Rosenstock,
1994; Toscano and Weber, 1995). In the latter part of this decade, workplace violence
initiatives moved from an investigative phase to an active phase. Research findings about
prevention measures combined with elevated levels of fear by employees about their
safety while at work has lead to the creation of legislative initiatives regarding workplace
violence at both the state and federal level. California was the first state to enact
workplace safety legislation. The California Workplace Violence Safety Act faced little
opposition when it was proposed and passed by the state General Assembly (Leonard,
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1998). Similar legislation has been proposed in the state assemblies for Arkansas, New
Jersey, and New York. The federal government has begun to address the issue of
workplace violence prevention in two high-risk occupations, late night retail
establishments and health care and social service occupations. In 1996, the U.S.
Department of Labor Occupational Safety and Health Administration (OSHA) issued
Guidelines for Preventing Workplace Violence for Health Care and Social Service
Workers. Later in 1998, OSHA issued "common sense" recommendations for the
prevention of violence in late night retail establishments. These steps along with a host
of books, seminars, and consultants have begun to raise the level of awareness of
employees and management in relation to how they may prevent violence in the
workplace. Despite these positive trends in addressing security and identifying abnormal
behaviors typical of violent offenders, many believe that significant improvements are
needed in distributive justice and humanizing the workplace (Fox and Levin, 1998;
Friedburg, 1998). The viewpoint that reducing employee stress and improving employee
morale is an important feature when addressing workplace violence is bolstered by the
results of the landmark study by Northwestern National Life Insurance (1993). The study
concluded that those employers with effective grievance, harassment, and security
procedures also reported lower rates of workplace violence.
This paper addresses violence in the workplace in an informative manner but also
in a proactive manner. First, a review of existing literature will address what is known
about workplace violence, the risk factors, the industries most prone to incidents such as
mental health and the services sector, and the warning signs of violence. The second part
of this paper will detail a model comprised of comprehensive training, policies, and
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practices related to the prevention of workplace violence. Finally, recommendations are
included for intervention once workplace violence has occurred as well as
recommendations for further research. The findings and the recommendations are based
upon a definition of workplace violence that includes any act of aggression in the
workplace or during work that causes physical or emotional harm, such as physical
assault, rape, verbal abuse, threats, bomb scares, robbery, or sexual assault.

Fatal Workplace Violence Risk Factors
Industries At Risk
Reports of workplace violence suggest that violent events are not evenly
distributed throughout the U.S. workplace, but are clustered in certain occupational
settings. Retail trade and the service industries (convenience stores, gas stations, taxicab
operations) accounted for 56% of workplace homicides (NIOSH, 1996). Additionally,
homicide is the leading cause of workplace death in the finance, insurance, and real estate
industries. Although workplace violence can occur anywhere, certain industries show
particular vulnerability for certain incidences. Table 1 depicts the incidence of fatalities
by occupational group and the exposure for fatalities due to workplace violence.
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Table 1 Fatal occupational injuries by industry and assault exposure, 1996
Industry

Total Fatalities

Assaults and violent
Acts (percent)

Private Industry
5,521
18.5
Agriculture, forestry, and fishing
798
8.8
Mining
152
Construction
2.1
1,039
Manufacturing
715
9.0
Transportation and public utilities
947
9.1
Wholesale trade
13.1
267
Retail Trade
672
67.9
114
Finance, Insurance, and real estate
44.7
767
Services
29.2
Other
50
24.0
Federal government
178
11.8
State government
127
20.5
LocaJ government
284
26.4
Note: From " Fatal Occupational Injuries by State and Event or Exposure" by U.S.
Department of Labor ( 1996)., Bureau of Labor Statistics, Washington DC: Author

The 1996 data in Table 1 reveals trends that have been noted since workplace violence
statistics began to be collected and analyzed in the 1980's. In the transportation industry,
employee deaths are nearly always caused by vehicular accidents (70.6%) and workplace
homicide accounts for only 9.1% of workplace deaths. The exception to this pattern of
employee fatalities is noted when analyzing mortality in the interurban transportation and
local transportation (taxi cabs) sub-industries. Employee mortality indices in those two
fields reveal that violent acts are the leading cause of death in 70.5% and 84.7% of the
cases, respectively. The retail trade, when analyzed by its' sub-industries, reveals that
variety stores (87.5%), food stores (85.5%), gasoline service stations (63.9%) eating
places (79.6%, drinking places (94.8%), drug and proprietary stores (71.4%), liquor
stores (100%), and used merchandise stores (80.0%) all share a high level of worker
fatality due to workplace violence. In contrast, lumber, automotive, furniture, and
electronics stores are more likely to experience worker fatalities due to vehicular
accidents or contact with objects or equipment (BLS, 1996). Within the services
industry, beauty shops, videotape rental, and hotels are at least twice as likely to
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experience worker mortality due to violent acts than any other form of fatal occupational
hazard.
Public Sector versus Private Sector Risks
More than 1, 100 employee fatalities occurred each year between 1992 - 1996 due to
homicide while the employees were actively engaged in work (OSHA, 1996). During the
period of 1980 - 1989, an average of 700 employees was killed as a result of workplace
homicide. The private sector accounts for most of the fatal workplace violence as 6 of I 0
incidents occur in a private employer setting (Bachman, 1994). It is notable, however,
that the public sector is disproportionately represented in workplace violence incidents.
In the National Crime Victimization Survey (1987- 1992), 30% of the victims of
violence were Federal, State, or local government employees although, at that time,
governmental employees comprised 18% of the U.S. workforce. By comparison, the
self-employed and volunteers appear to be less at risk since they represent less than I 0%
of the victims of workplace violence. However, caution must be taken in estimating the
risk facing the self-employed and volunteers due to the lack of data to quantify deaths in
industries employing less than I 00,000 persons. Such data is not counted in most
governmental reports on workplace homicide or non-fatal workplace assaults.
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Table 2 Occupations with the highest risks of work-related homicides, 1993
Occupation

All
Fatalities

Total. .........

6,271

1,063

11 3
34
24

97
22
22

43. 1
I I.I
11.

6.83
7.28
7.34

101

57

11.2

4.53

JOO

54

6.5

3.54

84

59

4.9

2.95

247
101

178
94

4.4
3.6

1.60
2.00

Taxi drivers and
chauffeurs ..................
Gas station attendant.....
Sales counter clerk .. ......
Police and detectives
(public service) ..... ...
Guards (excluding public
Service) ............ .. ....
Managers, food and
Lodging.................
Sales, supervisors and
Proprietors ... .... ........
Cashiers ...................

Number of
Homicides

Homicides per 100,000
employed
Ra tea
Relative standard
Error
(percent)b
0.9
0.15

Note: From "Violence in the Workplace," by Toscano, Guy and Weber, William (1995), p. 2. [on-line]
Bureau of Labor Statistics. Washington DC. Available: www.osha.gov
a) Experiemental measure using Current Population Survey (CPS) employment data. This
rate represents the number of fatal occupational injuries per I00,000 employed and was
calculated as follows: N/W x 100,000, where N=number of fatal work injuries and W=
employment based on the 1993 CPS.
b) The CPS employment data used to calculate rates are estimates that are based upon a
sample of persons employed rather than a complete count. Therefore, the
employment estimates and the fatality rates have sampling errors; that is, they may differ
from figures that would have been obtained if it had been possible to take a complete
census of employed persons. The relative standard error can be used to calculate a
"confidence interval" around the estimate rate. For example, to calculate a confidence
interval of90%: rate=/-(rate*l.64*relative standard error). Thus the confidence interval for
taxi drivers at a 90% level = 43 +/-(* 1.64 x .83) = 43 =/-.2. Hence, it is 90% confident
that the interval between 8.9 and ?includes the true rate for taxi cab drivers

Occupational Groups At Risk
Taxi cab drivers have the highest risk of any occupational group for workplace homicide.
Other high risk occupations include police officers, private security attendants, real estate
agents, hotel/motel attendants, convenience store attendants, proprietors of eating and
drinking establishments, waiters, waitresses, bartenders, and sales clerks. Analysis of
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occupations and industry incidence rates show that risk within occupations can vary. For
example, a clerk in a retail establishment with extended evening work hours is at more
risk of homicide than is a bank clerk. Similarly, the homicide rate for gas station
attendants slightly understates homicide risks of working in gas stations, which employ
cashiers, mechanics, and workers in other occupational categories besides station
attendant. Table 2 reveals the occupations, which show a statistically significant
vulnerability to fatal workplace violence.

Table 3. Work-related homicides by location, 1993
All fatalities
Location

Number

Percent

Homicides
Number

Percent

Total ..............................

6271

100.0

1,063

100.0

Public building ..................
Market or grocery store ...
Shop, commercial, store
(except grocery) ...........
Restaurant, cafe .............
Office building .............
Street or highway ...............
Parking lot, garage .............
Industrial place or premise ....
Private residence

964
244

15.4
34.9

624
219

58.7
20.6

225
127
125
1,740
211
1,373
231

3.6
2.0
2.0
27.7
3.4
21.9
3.7

144

13.5
9.6
4.6
13.5
7.8
6.5
5.0

102
49
144
82
69
53

Note: From "Violence in the Workplace" by Toscano, Guy and Weber, William (1995). [onLine], Bureau of Labor Statistics, Washington DC. Available: www.osha.gov

Typical Locations of Fatal Workplace Violence
The unique characteristics of workplace violence when compared to violence in
general become more apparent when noting the locations where the workplace violence
typically occurs. Employee fatalities due to homicide usually occur in public business
establishments and to a lesser extent in parking lots, garages, and streets. Private
residences, residential institutions (such as prisons), and schools are also sites of
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employee homicides and primarily involve maintenance workers or police while in the
line of duty. (See Table 3)

Workplace homicides, when compared to total workplace deaths, occur
predominately in urban settings and are more prevalent in the southern states. At the
national level, nearly 18% of workplace deaths are due to violence. An evaluation by
state of fatal occupational injuries due to assaults and violent acts reveals that midwestern states have a lower prevalence of workplace death due to homicide. Southern
states are disproportionately represented particularly when factoring for percentage of the
U.S. population. States with workplace violence deaths in excess of the national average
include: Alabama (22%), California (29%), Connecticut (20%), Delaware (22%), Florida
(26%), Maryland (28%), Mississippi (23%), Nevada (26%), New Jersey (20%), New
Mexico (22%), South Carolina (2%), and Texas (20%) (OSHA, 1996). Urbanization is
also a risk factor in fatal workplace violence [italics added]. Eight of the largest
metropolitan areas accounted for almost half the job related homicide victims. (See
Table 4).
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Table 4. Total fatal work injuries and homicides in some of the largest metropolitan
areas, 1993
Number of
Homicides as a percent
Metropolitan area3
Number of
work injuries
homicides
of total fatalities in that
area
Total U.S ....... ......
6,271
1,063
17
NY-Northern NJ-Long Island ..
364
166
46
Los Angeles-Riverside-Orange
117
42
279
County ...........................
Chicago-Gary-Lake County ... .
153
22
33
Philadelphia-WilmingtonAtlantic City ...................
127
42
33
Houston-Galveston-Brazoria..
124
43
35
122
29
Washington-Baltimore .........
35
San Francisco-Oakland-San
Jose .................... .......
103
31
32
Note: From "Violence in the Workplace" by Toscano, Guy and Weber, William (1995), Bureau
of Labor Statistics, Washington DC. Available: www.osha.gov
a) Areas are defined according to the U.S. Office of Management and Budget metropolitan
statistical areas
(MSA)

Weapons and Mode of Attack
Fatal workplace assaults have consistently been committed with the use of a firearm
(Bachman, 1994; Kraus, 1987; Hales, et.al., 1988). Men are slightly more likely than
women to be attacked with a firearm whereas women were more likely than men to be
attacked with a cutting or stabbing instrument. Men are more frequently to be shot in the
head, while women are more frequently shot in the torso.

Gender and Race Risk Variables
Gender and race are significant risk factors in workplace violence. Men are
usually the perpetrators of workplace homicides. The profiles of the offenders are
distinctly different for robbery related fatalities and non-robbery related fatalities. The
perpetrator of a robbery related workplace homicide is a black male in his teens or
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twenties who uses an illegally obtained handgun. By comparison, the non-robbery related
assailant is a white male, middle aged, who has poor self esteem, a history of drug or
alcohol use, a history of aggression, an arsenal of weapons, and complains of work stress
(Illinois State Police, 1998). Men also account for the majority (82%) of all homicide
victims, far exceeding their prevalence in the labor force (55%). Male homicide victims
were usually employed in the sales, protective service, or transportation industries and
were killed in the street. Most fatal assaults on men occur between 6 p.m. and midnight
(Howe, 1993). African Americans, Asian Americans, and other minority races face a
higher risk of workplace homicide than their proportional representation in the labor
force would imply. Minorities represent 25% of the work place homicide victims while
they comprise only 13% of the U.S. labor force. Part of the disproportionate impact can
be related to the concentration of minority workers in high risk occupations such as taxi
cab drivers and small business entrepreneurs. Women are killed at work less frequently
than men, however workplace homicide is the leading cause of death in the workplace for
women. Women make up 8% of the workplace fatalities due to all causes, however they
comprise 18% of the workplace homicides (Toscano and Weber, 1995). The typical
female fatality in the workplace occurs to a wage and salary earner employed in a retail
or service trade. She was typically killed in a public building between the hours of 6
a.m. and noon and her geographic location was in the southern U.S. The fact that female
fatalities occur in broad daylight is contradictory to the common fear of women being
attacked in an isolated place during the cover of darkness. Such is the setting for nonwork related homicides. Surprisingly, for the working woman, the office building offers
minimal security from a would-be attacker. The disproportionate female mortality rate
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may be influenced by employment in high risk occupations and industries (clerks, retail)
and physiological factors such as an ability to fend off an attacker or survive a lifethreatening wound.
Domestic Violence
Domestic violence is another factor influencing the female workplace fatality rate
that is receiving more attention. Women, including battered women, spend approximately
one third of their life at work. Corporate leaders are beginning to realize that domestic
violence is spilling over from the home environment into the work environment and that
it impacts all levels of the organization from the factory line to the board room. In 1994,
Toscano and Windau reported that 17% of female victims of workplace homicide were
killed by a spouse or former spouse. The role of domestic violence in workplace
homicides is further illustrated by the finding that while most workplace homicides are
committed by a stranger to the victim, female victims are more likely to know the identity
of their assailant. Although, the risk of death is greater in a non-work setting for
American women, domestic violence enacted in the workplace continues to be
a risk factor.
Summary on Fatal Workplace Violence Risks
Several job responsibility factors place employees at a higher risk. They are
interacting with the public, exchanging money, delivering services or goods, working late
at night or during early morning hours, working alone, guarding valuables or property,
and dealing with violent people or volatile situations (NIOSH 1996). The place of the
attack is most likely in a commercial establishment (23%) or on public property (22%)
such as a street or park. Schools and parking garages were the least likely locations of
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the workplace violence incidents identified through the NCVS (Baclunan, 1996). Since
robbery is the primary motive underlying workplace homicides, the service industry and
retail trade are at particular risk. Women are at increased risk during the early morning
hours in office buildings and the effects of domestic violence are a factor in female
homicides at work. Minorities are at increased risk through their increased representation
in high risk occupations and urban settings.

Non-fatal Assault Risk Factors
Non-fatal workplace violence occurs more frequently, but receives less media
attention than fatal workplace violence. The Bureau of Labor Statistics tracks, through
it's Occupational Illnesses and Injuries Report, illnesses and injuries that result in time
away from work in the private sector. The report documents slightly less than 20,000
annual non-fatal assaults of private sector employees that result in injuries requiring at
least 1 day away from work. Table 5 reflects the occurrence of non-fatal incidents in
1995 for the various industries studied by the Bureau.

Table 5. Non-fatal occupational illness & injuries, by occupational group and event,
1995
(in the thousands)
Private
Industry

Nonfatal
violent
acts

18.5

Agricult.
Forest
Fishing

.I

Mining

Construction

.2

Mfg

.5

Transp &
public
utility

.7

Whole
sale trade

.2

Retail
trade

3.3

Finance
Insuranc
Real
Estate
.5

Note: From "Non-fatal Occupational Illinesses and Injuries, 1995" by Bureau of Labor Statistics, U.S.
Department of Labor, Washington, DC. Author.

Service

13. l
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These non-fatal workplace attacks resulted in a median 3 to 5 day absence,
although 40% of the injuries involved longer absences in order to recuperate from the
physical and emotional trauma. The shortcomings of the BLS Non-fatal Occupational
Illness and Injuries Report require review of other sources that can identify non-fatal
incidences in the government and self-employed sectors, as well as incidences that do not
result in easily identifiable days away from work. Such data is contained in the National
Crime Victimization Survey, as prepared by the Bureau of Justice Statistics. This survey
conducts interviews with a sample of full-time employees in the private sector,
government, and self-employed. The National Crime Victimization Survey (NCVS)
1987 - 1992 shows that the private sector incurs the most incidences of non-fatal
workplace violence (61 %) while government workers are involved in 30% of the cases,
the self-employed in 8% of the cases and volunteers in I% of non-fatal assault cases
(Bachman, 1994). As with fatal workplace violence, the government sector is
disproportionately represented in non-fatal assaults considering that governmental
workers comprise 18% of the U.S. workforce. According to the NCVS, the nearly
1million annual violent victimizations occured between 1987 and 1992 resulting in nearly
160,000 physical injuries. These higher violence rates are supported by landmark study
conducted by Northwestern National Life which revealed that one out of every four
workers was harassed, threatened, or attacked on the job during the period of July 1992
through July 1993. Of the 600 employees surveyed, 15% indicated that they had been
attacked at some point during their work life. Furthermore, the study revealed the
magnitude of underreporting as 58% of harassed employees, 24% of attacked employees,
and 43 % of threatened employees did not report the offense.
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Industries At Risk for Non-Fatal Violence
Regardless of the source of non-fatal violence data, results show that employers
who pose a high risk for fatal workplace violence also pose a high risk for non-fatal
workplace violence. The health care, community services, and retail industries are at
increased risk for assaults to their employees that result in lost work days (NIOSH, 1996,
Northwestern National Life, 1994). Evaluation of sub-industries within the services
sector indicates that the prime employers for non-fatal violence are nursing homes,
followed by social services, and finally hospitals. The fastest growing area for non-fatal
assaults on employees is in residential care institutions which includes half-way houses
(BLS, 1997). Specifically, the assault rate in halfway houses and homeless centers rose
from 41 to 58 per 10,000 workers during the period of 1992 to 1995 (BLS, 1997). The
retail industry employers who are at high risk for non-fatal violence mirror those who are
also high risks for fatal workplace violence. Retail industries with late hours of
operation, isolated workers, minimal staffing, and the exchange of cash are more likely to
incur a non-fatal incident than those retail employers who do not have these risk factors.
Occupations At Risk for Non-Fatal Violence
Occupations most at risk for non-fatal violence are those with public or client
contact. The occupation most at risk for assault is the nurse and nurse' s aide, particularly
those working in public hospitals with psychiatric units (Lanza, 1996). Nurses are
exposed to patients and their family members who are appearing at the health care faci lity
bearing weapons. There have been reports of weapon bearing patients and their guests as
high as 25% in the urban emergency room (Wasserberger, 1989). Further, health care
facilities are increasingly used as criminal holds by law enforcement and to care for
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acutely disturbed, violent individuals as well as chronically mentally ill patients who are
no longer involuntarily hospitalized or required to take their medications. Because of
role conflict issues, peer pressure, fear of blame, and excessive or poorly prepared
paperwork, estimates of non-reporting of assaults to nurses has been estimated as high as
80%, thus nurse vicitimization rates should be viewed as minimum from which to further
evaluate risk, prevention, and intervention (Lanza, 1996). Mental health workers also
bear a high risk of assualt as they serve many of the same populations and environments
as nurses. Nearly one-half of the practicing mental health workers will experience a threat
or assault during their worklife (Gutterman, et al., 1996). Mental health workers with
less experience are more likely to report assaults and threats than experienced workers.
Although experience and ability may be factors influencing less experienced workers
vulnerability, enhanced exposure due to more client contact and less developed client
relationships must also be considered. Greater vulnerability of inexperienced workers
has been well documented even in the earliest studies of workplace vicitimizations as less
experienced workers are concentrated at the lower levels of their profession, have less
control over their work assignments, and greater exposure to a wide variety of clients
(Block, Felson, and Block, 1984). Other occupations with a high risk for non-fatal
assaults are clerks, taxicab drivers, protective service workers, and private investigators.
assaults.
Types of Non-Fatal Violence
Non-fatal assaults typically involve incidents such as hitting, kicking, or beating
(47%), whereas 5% of the incidents involve contact with a surface such as a floor or door,
and another 4% involved a tool such as knives and other weapons (NIOSH, 1996). These
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forms of assaults comprise more than half of the non-fatal workplace assaults. By
contrast, knives and firearms comprised about 90% of fatal workplace assaults. Data on
rape indicates that it occurs in 1% of the non-fatal violence incidents, however closer
scrutiny shows that sexual assault is a significant risk in the retail industry. Risk of
sexual assault for women employed in the retail industry is equal to or greater than risk of
homicide for employees in general (Alexander, Franklin, and Wolf, 1994; Erickson,
1991; Seligman, 1987). Further, underreporting is a well-documented phenomenon is
workplace rapes, thus the incidence rates must be viewed as a minimum level of
exposure. An overall view of non-fatal assaults as distributed among the categories of
assault types is shown in Table 6.

Table 6 Non-fatal workplace violence victimizations, 1987-1992
Type of crime
Crimes of violence
Aggravated assault
Simple assault
Robbery
Rape*
*Injuries are those in addition to the rape

Average annual number of
Injuries
Victimizations
159,094
971,517
48,180
264,174
615,160
89,572
17,904
79,109
3,438
1,306

Note: From" Violence and Theft in the Workplace: National Crime Victimization Survey", by Bachman,
Ronet ( 1994), U.S. Department of Justice, Bureau of Justice Statistics [on-line]. Available:
http://ncjrs.org/txtfiles/theft.txt

Despite the prevalence of a variety of assaults identified in Table 6, research shows that
verbal threats were the most common form of violence. The SHRM survey ( 1996)
reports that only I% of the human resources respondents indicated an incident of
shooting, rape, sexual assault or stabbing at their workplace while nearly four out of ten
(39%) of the respondents reported at least one verbal threat had been made at their
location. The extent of verbal threats within the U.S. workplace has been documented by
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other studies. Gutterman, Jayaratne, and Bargal ( 1996) also found that verbal threats
vastly outnumbered other forms of aggression such as physical attacks in their 1993
survey of social workers engaged in direct client contact. The significance of gathering
threat information relates to warning signs of violence. The use of threats has been found
to be significantly associated with workplace physical assault and is identified as a
warning sign by most researchers in the workplace violence field (Hurrell, Worthington,
and Driscoll, 1996; Illinois State Police, 1998; International Association of Chiefs of
Police, 1998; SHRM 1996). In the 1989 study of northeastern U.S. public service
employees, Hurrell, et al. ( 1996) noted that workers who experienced verbal threats
within the previous year were 2. 7 times more likely to report an assault than those who
had not been threatened. The importance of threats is underscored by research in
coercive actions which has found that once threats were made, the perpetrators
demonstrated a high probability of following through with the threat if the desired result
was not elicited from the victim (Luckenbill, 1977; Tedeschi, and Felson, 1994). Beyond
gathering incident data, relatively little else is know about threats in the workplace.
Whether the threats are compelling8 , deterrentb, or non-contingentc would be helpful
information to link with perpetrator and victim demographics, assault information, and
occupational groups as the study of workplace violence becomes more accurate.
Victim and Perpetrator Demographics
Broad-based studies of non-fatal workplace violence are just beginning to identify
profiles and characteristics of the victims and the perpetrators. Men are the most
common aggressors in workplace violence incidents. In the recent SHRM survey, men
• Compellent threats demand that the target perform a specific action or else be punished.
b Deterrent threats demand that a target not do something or else be punished.
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perpetrated 77% of the violent acts and women were responsible for 23% of the acts.
Harassers were usually co-workers or bosses while attackers are customers or clients
(Northwestern National Life, 1994). Two thirds of all workplace assaults are perpetrated
by patients or clients in the public sector institutional setting (Saidel, 1998). Male patients
commit more assaults than female patients and the assaults occur most often during the
meal periods (Carmel and Hunter, 1989). It is during these transitory times in ward life
that patients are most active, family members are present, supervisory controls are more
limited, and connections with staff are interrupted due to shift changes.
Most assailants who attack a victim at work are unknown to the victim, however
women are more likely to be attacked by someone known to them. Five percent of the
women victimized at work were attacked by a husband, ex-husband, boyfriend, or exboyfriend. (Bachman, 1994). Table 7 reflects the relationships between perpetrators and
victims by gender of the victim.

Table 7. Victim -Offender Relationships by Gender

Percent of victimizations
Stranger
Casual acquaintance
Well known
Relative
Intimate

Female
40%
35%
19%
1%

5%

Male
58%
30%
10%
1%
1%

Note: From" Violence and Theft in the Workplace: National Crime Victimization Survey" by Bachman,
Ronet ( 1994), Bureau of Justice Statistics, Washington DC.[on-line). Available:
http ://ncjrs.org/txtfiles/theft. txt

Employee-On-Employee Violence
Although employee on employee violence constitutes less than 10% of all
workplace violence incidents, the SHRM survey profiled basic characteristics of this type

c

Non-contingent threats involve coercive action that is usually intended to frighten or humiliate the victim.
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of violence. In employee-on-employee incidents, (57%) violent actions took place
between employees, 17% by an employee directed at a supervisor, 2% former employees
against former supervisors, and only 1% by former employees against former co-workers.
Reasons perceived by Human Resource managers for the violent outbursts in employee
on employee violence were 1) personality conflicts (62%), 2) work related stress, and
marital/family problems, mental illness (25%), firing (16%), and alcohol/drug abuse
(16%). Alcohol abuse, particularly binge drinking, has been associated with
psychological aggression against co-workers and subordinates (Greenburg and Barling
1995). Other factors that appear to have a causal link to employee on employee violence
are hostile attributional bias and feelings of being treated unfairly by the victims,
incessant change, feelings of job insecurity, low co-worker cohesiveness, job withdrawal
or isolation, and insensitive treatment (Folger and Baron, 1996). Employee-on-employee
violence is usually precipitated by at least a few of the following behaviors or situations:
(a) increased use of alcohol or illegal drugs, (b) job instability such as discipline,
downsizing, or absenteeism, (3) social isolation and depression, (4) emotional outbursts
without provocation and threats to co-workers or supervisors, (5) decreased attention to
appearance and personal hygiene, (6) increasing domestic and/or financial problems, (7)
unstable affect including mood swings, bizzare responses, suicidal comments, paranoia,
and vague physical compliants, (8), fantasies of violence including sympathies with other
offenders and references to weapons, and (9) preparation for culminating events such as
getting finances in order or referencing an imminent religious event (Illinois State Police,
1998; Moffat, 1994; Workplace Violence Research Institute, 1998).
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Gender Distinctions in Non-Fatal Workplace Violence
Men are the most common victims of all workplace violence (Bachman 1994,
SHRM 1996), however women are the most common victims of non-fatal violence
(Toscano and Weber,1995). Women reported higher incidences of harassment (23%)
than men (16%), and men reported more threats of physical harm (25%) than women
(16%). Male mental health workers and male protective services workers were more
likely to encounter physical assault than their female counterparts ( Gutterman, et al.
1996; Safran and Tartaglini, 1996; VandenBos and Bulatao, 1996). Male mental health
workers are more likely to be injured during restraint and seclusion procedures, while
female mental health workers are more likely to be injured by random events. The
emotional toll of these assaults often include anger, apprehension, vigilance, and sleep
disturbance. Other workers experienced disruptions in mastery, attachment, life meaning,
and intrusive memories of previous assaults which had occurred in their personal and
professional lives (Flannery, Hanson, Penk, Flannery, and Gallagher, 1995). Most
victimized mental health workers were able to quickly return to their employment
following debriefing and voluntary counseling and group work. Approximately 9% of
traumatized mental health workers display continued symptoms following group therapy
and could be candidates for the diagnosis of post traumatic stress disorder (Flannery, et
al., 1995).
Male protective service workers are more likely than female protective service
workers to experience non-fatal workplace violence. These male victims are more likely
to receive a substance abuse diagnosis, a personality disorder diagnosis, and to have
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experienced violence early in their careers and more often than female officers (Safran
and Tartaglini, 1996). Within such a field as protective services, confrontation is
expected as part of the job, both by the employees and the public. Studies show that such
a perception is accurate in that exposure to assault and workplace violence is almost
inevitable within protective services. The minority of officers in the no exposure group
are disproportionately women (Safran and Tartaglini, 1996). The impact of women
officers within incarcerated settings shows a violence reducing effect upon the inmate
population and a decrease in injuries to all officers. As the proportion of female officers
on a shift is increased, the number of injuries and incidents decreases. Research has yet
to isolate the impact of the possible factors for this calming effect. It is postulated that
female officers, like female mental health workers, bring skills and attributes to the job
that are essential to diffusing violence.

An interesting contradiction in non-fatal

workplace violence in the protective services is that female officers are
disproportionately represented in employee-on-employee violence. In general, research
on coercion shows that men are greater risk takers and are more likely to use physical
force to resolve conflict whereas women are more likely to use a verbal means of attack.
Further, a social norm exists within the American culture that men should not harm
women (Buss, 1996; Taylor and Epstein, 1967). The extent that these cultural and
general violence tendencies impact the nature, frequency, and risks of workplace violence
has yet to be revealed through empirical research.

Domestic Violence Risks in Non-Fatal Workplace Violence
Domestic violence remains an issue in non-fatal workplace violence just as it is an
issue in fatal incidents. Nearly four million women are abused each year and frequently,
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women abused at home carry the impact of the abuse into the workplace (Family
Violence Prevention Fund, 1998). Initial research through self-reports by 7 ,000 victims
indicates that batters harassed 74% of abused women at work, either in person or on the
phone, causing 56% of them to be late for work at least five times a month, 28% to leave
early at least five days a month, and 54% to miss at least three full days of work a month
(Family Violence Prevention Fund, 1998). The spill over effect of domestic abuse in the
workplace has resulted in the rating of domestic violence as a high security problem by
94% of corporate security and safety directors. Furthermore, in a recent survey 90% the
security directors were aware of 3 or more incidents in which a female employee was
stalked at work (Family Violence Prevention Fund, 1998).
Summary of Risks for Non-Fatal Workplace Violence
Industries and occupations at risk for fatal workplace violence are also at risk for
non-fatal workplace violence. Women are the most prevalent victims of non-fatal
violence and men are the most prevalent perpetrators of non-fatal violence. The nursing,
social service, protective service, and retail industries carry a significant risk for non-fatal
violence, particularly if their operations provide opportunity for the assailant to engage in
violence with little appearance of risk for detection or apprehension. Threats are the most
prevalent form of non-fatal workplace violence and in many instances, are the warning
signs of more severe forms of violence.
A Model for Workplace Violence Prevention
The previous sections detailed and documented incidences, demographics, risk
factors, and certain causal variables related to workplace violence. This section will
describe a multi-level prevention model for workplace violence that focuses on strategies

The Status of Workplace Violence Page 33

that enable an employer in workplace violence prevention. The model emphasizes
workplace prevention strategies that develop a non-violent, informed, and responsive
work culture that influences both employee and external individuals' choices for a course
of action. The model empowers the employer to implement many workplace violence
prevention strategies as a part of routine business procedures and practices while also
directing the employer to utilize external resources to meet the challenges imposed upon
employer by the environment and society.
A New Model of Workplace Violence Prevention
This model of workplace violence prevention is based upon three premises: 1)
workplace violence is preventable, 2) workplace violence is a cognitive, goal-oriented
behavior, and 3) effectiveness of workplace violence prevention programs must diminish
opportunities to engage in aggressive behavior, while simultaneously increasing the costs
for engaging in aggressive behavior and developing non-coercive skills of employees.
The locus of control for workplace violence prevention in this model resides with the
employer, the employees, and the unique interaction effects thus the model is labeled
" Intrinsic". The model does not exclude the many external dynamics that continually
impact the workplace milieu such as broad social conditions, e.g. abrupt changes in
economic status, increasing homeless and mentally ill populations on the streets, and
domestic violence.
Three components comprise the Intrinsic Model with the central component A,
being the foundation for workplace violence prevention. Component A workplace
violence prevention strategies deliver the greatest locus of control for the employer and
employee. With each succeeding component, the internal locus of control diminishes for
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the employee and employees, as the strategies become more dependent upon early
detection of weaknesses, the impact of the societal influences, and the use of external
resources. The Intrinsic Model of Workplace Violence Prevention is designed as a model
of integrated components which are interdependent and focused on addressing both
internal and external threats.

ENVIRONMENT

D
EMPLOYER

Culture Management
Self-Development & Welln
Safety

risis Management Team
olice & Expert Network

Employment Screening
Zero Tolerance Policy
Grievance Procedures
FAP

The foundation of the Intrinsic Model of Workplace Violence Prevention are the
strategies in Component A which include: 1) the management of the organization's
culture, 2) providing and encouraging the development and wellness of the employees,
and 3) planning and implementing physical and procedural safety measures. The
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strategies in Component A are designed to sustain characteristics typical of non-targets of
violence such as a strong, socially cohesive organization with well-developed employees;
well-served customers or clients; a culture of shared values, goals, and effective
procedures; and security measures that reduce exposure and impose high costs for
workplace violence. An organization which has implemented Component A strategies
will have reduced its' exposure to fatal and non-fatal workplace violence and will have
provided a strong foundation for implementing strategies in Components B and C.
Component B strategies are oriented toward monitoring and early intervention
where more acute practices are necessary to address internal and external sources of
workplace violence. Component B strategies identify the weaknesses, provide acute
resolutions, and then provide input for correction of the weakness through long-term
strategies found in Component A.
Component C strategies are oriented toward bringing new ideas to the employer,
supplementing the employer's resources in times of high demand or crisis, reacting to
workplace violence incidences, and addressing most external threats of violence.
Strategies in Component C are more reactive than preventive to workplace violence due
to the reliance upon external experts and the focus on addressing external threats. As a
result of the employer's interface with the environment and society, Component C
strategies are driven by an external locus of control, unlike the internal locus of control in
Component A. The strategies in Component C are a necessary line of defense to
workplace violence due to the objectivity, specialized knowledge, and skills of external
experts in dealing with the violence in an international society and the employer's
environment. The experts provide to the employer specialized knowledge, tools, and
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resources to address society as a whole while allowing the employer and employees focus
on workplace violence prevention strategies and practices within their control to develop,
modify, and administer.
The Intrinsic Model of Workplace Violence Prevention and Intervention: Component A
Strategies
Safety practices.
Fatal workplace violence most often occurs in the course of a robbery and thus a
key strategy to reducing fatal workplace violence is to provide a safe, secure work
environment insulated from criminal contact. Further, that secure work environment must
provide significant surveillance and documentation for the violent person who breaches
all the safety precautions. The need for significant surveillance and documentation is to
enhance the apprehension the violent intruder since certainty of punishment is a deterrent
to the criminal offender. Literature in criminology and aggression provides a rich source
of information from which robbery deterrence measures can be developed. This multidisciplinary approach of blending criminology and psychological research with human
resource practice allows empirically based safety practices to be quickly implemented
and tested in the workplace.
The Intrinsic Model of Workplace Violence Prevention bases its' safety program
on the premise that criminals decide to engage in their illegal behavior as opposed to
being driven by an uncontrollable internal force such as accumulated frustration. Studies
of ex-convicts confirm that the act of robbery is based upon a decision model in which
robbers consider the reward available at a particular site in comparison to the risks
involved (CalOsha, 1998). The decision making process conducted by the criminals may
not be an expansive deliberation as to whether to engage in a criminal act against an
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employer and, instead, may be an impulsive decision. (Tedesci, 1994). To become a nontarget, the employer must clearly demonstrate to the criminal that it will be difficult to
access the employer's environment, the risk for apprehension will be great due to
significant surveillance and security by electronic tools and people, and the reward to the
criminal will be low because valued items are marked or removed. Criminology research
suggests that certainty of punishment is a more important deterrent of crime than severity
of punishment (Meier & Johnson, 1977; Paternoster, 1989), thus the risk for
identification and apprehension has to seem likely to the potential robber. The ultimate
deterrent to fatal workplace violence is to prevent robberies from occurring in the first
place and thus the employer's prevention strategies must start by influencing the
decision-making processes used by criminals.
Although the Intrinsic Model of Workplace Violence Prevention espouses
employer safety programs that focus on developing non-target characteristics, the model
does not support the notion that the employer be aggressive or coercive. Being a hero is
not a deterrent. In fact, robbery offenders are more likely to physically attack a victim
when they anticipate resistance (Luckenbill, 1982). Victims are more likely to be killed
during a violent encounter when the victim had a weapon (Felson & Steadman 1983). In
general, fear of retaliation acts as a deterrent, but those who believe that they can control,
limit, or overcome any resistance by a victim will not be deterred by the possibility of
retaliation. Several other factors support the omission of coercion strategies from an
employer's safety program. Males comprise the vast majority of robbers and males are
less likely than females to be concerned about retaliation. Further, the use of threats
often elicits resistance and counter-threats and the imposition of punishment often invites
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retaliation. Some homicides and assaults apparently occur because aggressors make
threats and fail to obtain the expected compliance. They are then committed to carrying
out the threat (Luckenbill, 1977). One exception to the ban on resistance in a workplace
violence safety program is if death seems imminent or inevitable to the employee. If the
aggressor's threats are non-contingent and the victim believes that it is kill or be killed
situation, resistance may be the only solution.
As discussed previously, workplace violence varies by industry and sub-groups.
Thus, safety strategies for workplace violence prevention must be modified according to
the risks associated with occupational group or work setting. The larger and more
diverse the employer, the greater the need for specific data and collaboration among wide
spread business units. Preventive safety strategies require a good record keeping system
and a workplace hazard program conducted by a multi-disciplinary safety team. The
team should be comprised of employees at all levels of the organization, i.e. hourly and
salaried employees, administrative, professional, para-professional, and clerical. The
security and human resources departments should be represented as well as high-risk job
classifications such as mental health workers, field representatives, cashiers, and
transportation workers. One member of the team should hold a position of influence
within the organization that will provide executive support for changes and immediate
action, if needed. Conversely, one member of the team should have influence sufficient to
lead quick change initiatives within any bargaining unit, if the employer's environment is
unionized. Involving labor from the onset in planning for a safe work environment can
avoid delays and costly impact bargaining over changes in work practices or conditions.
The team's responsibilities should include a review of the employer's records and past
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experiences, 2) an initial work site inspection, 3) periodic safety audits, 4) continuous
education on effective trends in workplace violence prevention, and 5) communication to
the organization any lessons learned from their analysis.
The multi-disciplinary safety team would collect records that might reveal the
prevalence or risk of workplace violence. Typical records include injury and illness
records, workers' compensation claims, exit interviews, grievance records, post incident
reports, employee surveys about safety and violence, and police department robbery
reports for the organization and its' neighborhood. The team would inspect the
employer's facilities and grounds to identify modifications to enhance the security for
employees and the effort required for a perpetrator to breach the employer's secure areas.
Data gathered from past experiences and reports could corroborate the inspection in
identifying weaknesses in the physical and procedural security. Typical questions and
physical assessments to be used in a workplace hazard assessment by multi-disciplinary
teams of the facilities and grounds are contained in Appendix A.
Self -development and wellness programs.
The Intrinsic Model of Workplace Violence Prevention establishes employee selfdevelopment and wellness programs as fundamental strategy for workplace violence
deterrence. Such programs typically fall under the auspices of human resources
development professionals and are offered by the employer for a variety of reasons such
as employee morale, succession planning, investment in leading edge skills, and similar
motives related to enhancing the employer's bottom line. Employee training proponents
have another reason to advocate for long term employee development programs. They are
a necessary component of workplace violence prevention.
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Key modules of the self development and wellness programs in the Instrinsic
Model of Workplace Violence Prevention are 1) oral communication, 2) conflict
management and resolution, 3) healthy lifestyles, 4) stress management, 5) anger
management, 6) personal and professional goal achievement, 7) principles of
collaboration and teamwork, 8) cultural diversity, 9) recognizing and responding to
workplace violence or threats. These modules should be offered to all employees as
comprehensive introductory programs and as refresher topics for those employees with
significant skill development or knowledge attained through previous training.
Research on aggression has identified a number of distinguishing personal
characteristics between targets of aggression and those persons who are less likely to
become a target of aggression. Self-confident persons with oral communication skills are
less likely to become a target or a perpetrator of aggression. It takes social skill to get
along with others and to influence them. Those who lack these social skills are more
likely to resort to coercion. In the workplace, this coercion manifests itself in the
proliferation of threats, harassment, and assaults. If a person cannot effectively engage in
argumentation, he or she may resort instead to blaming, insults, and threats, all which
make it more likely that the target will retaliate and an escalation of coercive actions will
occur.
Anger and humiliation are other individual characteristics that point to high risk
for aggressive resolutions. A tendency of angry people is to simplify information
processing and to make judgments that are more black and white than in calmer
circumstances (White, 1989). Anger disrupts cognitive functioning and increases the
amplitude of motor responses. Information that may assist in resolving the conflict is
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disregarded as the individual focuses on the anger-inducing incident. Diplomacy, a
future focus, and oral communication are negatively impacted when an individual is
angry thus reducing key skills that support resolution of conflict. When people in
conflict communicate strong anger, an escalation of hostilities is the most likely outcome.
An emotion which is frequently present in conflicts and often accompanies anger is

humiliation. Humiliation is an emotional response to identity attacks, both intentional
and inadvertent. Humiliation involves a self-presentation motive and like anger, narrows
cognitive functioning and energizes behavior (Tedeschi, 1994). Through the anger
management training , employees can be exposed to the constructs of anger and
humiliation, how they are developed, and techniques to avoid and diffuse anger
provoking incidents.
People who engage in violent incidents lack skills in managing conflict and do not
possess good problem-solving skills (Cantonie, 1981; Claerhout, Elder & Janes, 1982)].
Violent persons have fewer scripts to access that give them knowledge about how to
resolve conflicts in non-coercive ways and they possess fewer social skills. The
importance of conflict management styles is illustrated by the findings of workplace
violence within the protective services and residential mental health fields. Workplace
violence decreased as female staff was added to shifts. Conflicts between
inmates/residents and staff were more likely to degenerate into physical violence when
the antagonists were both males. The differences in the levels of conflict were attributed
to the female employees use of conflict resolution methods that avoided threatening the
identities of others, allowed higher cognitive functioning, and elicited less selfpresentation of the inmates/residents. These findings provide important components in
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designing training that develops skills for each gender in meeting the conflicts presented
by a diverse group of antagonists. Clearly, individual attributes influence the choice of
conflict management techniques. Through conflict management training, employees can
be exposed to various factors that create and escalate conflict as discovered through
empirical studies. The Intrinsic Model then focuses on developing each employee' s
repertoire of conflict resolution skills through the use of case studies and role playing.
Conflict management training can also include persons held in residential environments.
Training residential clients and inmates in conflict management enhances the repertoire
of resolution skills and scripts of inmate or client, a typical weakness of violent
individuals. By building the conflict resolution skills and scripts repertoire of the
residential client or inmate, workplace violence prevention is enhanced just as conflict
management training for employees enhances violence prevention.
Employees under significant stress, both personal and job related are more likely
to be involved in conflict in the workplace and are more likely to be victims in workplace
violence incidents (Northwestern National Life, 1993). The factors underlying the
vulnerability are not clear, however it is known that stress limits the employee's ability to
create resolutions to problems. Further, stress weakens the self-confidence of the
employee and aggressors show a preference for victims who appear weaker and less
confident of themselves. Individual distress and job strain can result in poor health,
psychological dysfunction, both of which can inhibit problem resolution (Quick, Quick,
Nelson, & Hurrell, 1997). Individual stress and job strain are two characteristics in the
profile of an employee who commits violent acts in their workplace. To address the
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effect of stress in workplace violence, employers must adopt both organizationally and
individually focused stress reduction programs.
The individually-oriented stress reduction measures involve training about
cognitive distortions that support an emotional response to stress. Filtering, polarized
thinking, jumping to conclusions and personalization are cognitive distortions that
support emotional responses to conflict and obstacles. These simple fallacies support the
perfectionism and Type A workaholic ideals so prevalent in today's competitive
economic environment. Stress-management training would refocus the employee on
problem solution responses to stress in lieu of emotional responses. Other individually
oriented stress reduction measures include relaxation techniques, sprirtuality and humor,
proper nutrition, and physical fitness. Organizationally-oriented stress reduction
measures require some involvement and cooperation from the employer. Specific stress
reduction measures that can be endorsed by the employer include work/life balance
strategies such as planning and time management, professional networks, avoiding overextension, changing administrative procedures, and making time for rejuvenation through
leisure and leaves or sabbaticals. Aspects of organizationally-oriented and individuallyoriented stress management can be incorporated into the employee personal development
plans and business unit strategic plans that are prevalent in the modem workplace.
Inclusion of leaves, opportunities for professional networking, and training in relaxation
can be incorporated into annual employee appraisals and the appraisals of their
supervisors thereby placing these healthy and productive stress reduction practices into
the planning and goal attainment measurement systems used by employers. Changing
administrative procedures is a particularly helpful remedy in work environments that are
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naturally stressful such as police work or residential facilities. Employers can adopt work
processes and work flows that eliminate delays and frustrations for a staff already
exposed to high levels of stress due to the nature of their clientele.

Table 8. Common preventive stress management components
Individual interventions
Managing cognitive distortions
Developing future orientation
Developing optimism
Progressive relaxation
Meditation
Spirituality
Humor
Nutrition
Physical fitness

Organizational interventions
Time management
Planning
Professional networks
Work/Life balance
Leisure time
Leaves of absence
Changing administrative
procedures

Dislike for another person is associated with an increase in coercion and thus
supports employer perceptions that the principal reason for non-fatal work violence is
personality conflicts (SHRM, 1996). In interpersonal conflict, there are patterns for
mitigating blame for likable others and to make harsher judgments against less likable
others (Tedeschi, 1994). Similarly, physical assaults are more likely when the
antagonists are from different groups. While conflict resolution, stress management, and
anger management will be helpful in supporting non-violent means for strained
interactions, other training topics will need to address the increasing diversification of the
worldwide workforce. In the age of international business mergers and e-commerce,
employees will be working with and dependent upon an increasingly diverse and
culturally independent group of employees, clients, customers, and colleagues. The
opportunity for misunderstanding and dislike which has arisen from a lack of cultural
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awareness is even greater today than when the first cultural diversity training programs
were implemented to address domestic employment policy in the late l 970's. Thus, the
decade old topic of cultural diversity training emerges as an important piece of workplace
violence training as a proactive measure in addressing a rapidly changing and
diversifying workforce.
The importance in establishing threat assessment and workplace violence training
is due to the gains in prevention through enhanced employee knowledge. The necessity
of employee awareness is two-fold. First, knowledgeable employees will identify and
avoid risks when given the existing data about workplace violence. Studies by Carmel
and Hunter (1989) have shown that the incidence of assault declined in hospital settings
following violence prevention training for staff. Secondly, knowledgeable employees
will be more aware of new risks as business practices change and their observations can
become data for the multi-disciplinary safety team's focus on prevention. Inclusion of
workplace violence in the training programs also allows the employer to better manage
its' culture in the event of an violent event. People apparently believe that more severe
consequences should be more foreseeable and avoidable than less harmful outcomes, thus
after a violent event there is a tendency to scrutinize the employer' s actions for every
conceivable line of defense to prevent workplace violence. There is a distinct tendency
to blame others for traumatic events and thus an established training program can help
mitigate blame. Under post-incident conditions, the proactive employer can focus on
assisting its' employees, clients, and customers with the emotional baggage of workplace
violence rather than spending energy defending its' lack of violence prevention
engineering and training.
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Managing the organizational culture.
Conflicts that are based on incompatible terminal values are usually more difficult
to resolve than those based on incompatible procedural values (Deutsch, 1969). To that
end, the employer must carefully plan and embed its values into organizational life so as
to reduce internal conflicts that flare into non-fatal workplace violence such as threats,
harassment, and assaults and occasionally into employee-on-employee fatal violence.
This cultural imprinting begins early in the employment relationship, perhaps as early as
the recruiting brochures and interviews used by the employer. Kissler (1994) reported
that early in their careers managers and employees developed enduring attitudes and
expectations (psychological contracts) which were important to their future performance
and success. Beyond the initial cultural imprinting, the on-going policies, procedures, and
training used by the employer perpetuate the culture or desired behaviors. Managing
organizational culture is not accomplished solely by supervisory employees
administering procedures and systems. Instead, a well-managed culture requires the
involvement of the employer's leadership to give credence to the policies, programs, and
direction of the managerial staff. The behavior, rhetoric, and communication of an
employer's leaders affects employees adoption of cultural values more than behaviors
and thoughts of an employee's peers (Sims, 1994).
The employer's leaders not only set the example and a direction for organizational
culture, but they manage the culture by staying in touch with their employees. The
communication channels between leaders and employees of all levels can include
meetings, surveys, reports, intranet chat rooms, video conferences, and newsletters. The
focus of the employer's communication must include listening, not just talking to the
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employees, so that organizational values can be reinforced. The disgruntled, reengineered employee who commits violence against co-workers and supervisors
illustrates a classic disparity between employee and employer values. The story too often
develops as an employee enters the employment relationship with a positive outlook
about the opportunities provided by the employer based upon the cultural imprinting
processes. The employee's beliefs are established through the interview process and
evaluation processes that meeting goals or performance expectations will result in the
continued employment and promotions. The employee develops a psychological contract
with the employer based upon their reciprocal obligations. Fifteen years later, the
employee is laid off as the employer restructures to more efficient levels of staffing. The
employee becomes disgruntled, disillusioned, and hostile as the realization that his or her
values were not synonymous with the employer's values and the reciprocal employment
relationship was not valid. The employees who survive the re-engineering process also
become disgruntled and disillusioned as they also realize that their value system was
incompatible with the employer's value system. The usual surviving employee reactions
to the this realization of values conflict are increased stress, reduced trust in the
employer, increased absenteeism, decreased satisfaction with their job, and plans to seek
other employment (Ashford, Lee, Bobko, 1989). At times, employee reactions are more
severe and can include revenge, sabotage, threats and aggression (Morrison & Robinson,
1997). The job insecurity resulting from re-engineering, downsizing, and mergers results
in fragmentation of the workforce into employee groups who hold similar perceptions of
the employment conditions. This fragmentation, compounded by physical separation of
staff, hierarchies, and turf battles over scarce resources results in decreased
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communication just when the highest level of synergy is needed to meet goals and
demands.
In response to these negative outcomes from current business practices, the
employer can use communication with their employees as a powerful tool in preventing
the formation of incongruent values from seemingly benign administrative processes.
The active communication by the employer can restore predictability to the work place.
Once the actions within the organization become synonymous with the management
communications, credibility will be restored and employees will begin to communication
outside of their protective groups. Fragmentation will begin to decrease thus reducing the
opportunities for misunderstanding and anxiety that can result in threats, aggression, and
occasionally fatal work place violence.
Organizational culture must also recognize the importance of social isolation in
supporting workplace violence. Employee-on-employee violence is committed
characteristically by an individual who is socially isolated. Further, targets of aggression
are more often individuals who lack social support and are physically separated from
others. Wherein, the social isolation is partially attributable to the employee's
behavioral style, the organizational culture must encourage involvement of all individuals
and discourage shunning the dysfunctional employee to isolated working conditions. To
often, an employer places the dysfunctional employee in a routine, unessential position
located in the basement or similar physically remote area of the work site. The isolation
prohibits essential communication and interaction that fosters bonding, trust, and a future
focus. The isolation also limits the employer's observation of changes in the employee's
behavioral patterns that could be early signals of future aggression.
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Beyond these elementary culture management techniques, employers need to
assess the level of civility that is culturally imprinted in their organizations. Some
observers of workplace violence theorize that the employers' responsibility goes beyond
screening, background checks, and recognizing threatening situations (Fox and Levin,
1998). Employees and customers alike are responding in more assertive and even
aggressive ways to the lack of service, willingness to help, and reduced people
orientation that is perpetuating the American business scene. Incorporating civility and
humanity into the organizational culture can have a surprising influence upon the
employer's bottom line, thus the profit motive is not the only avenue to better quarterly
earnings. A review of the Top 100 companies to work for as selected by Fortune
magazine suggests that a good organizational culture is good for business. The Top 100
employers attract twice as many job applicants and have half the turnover rate as
employers not on the list. The distinguishing practices of the Top 100 include the
employers' continuous efforts to engage their employees, to provide health and wellness
benefits, to share the employer's success by offering rewards and recognition at all levels
of the organization, and to invest more in their employees' training and development than
their competitors.
The Intrinsic Model of Workplace Violence Prevention and Intervention: Component B
Strategies within this component are within the locus of control of the employer
and the employees, but are less proactive than the strategies in Component A. Many of
the strategies in Component B resemble a safety net designed to address coercion and
violence risks in the initial stages that have developed despite the strategies pursued in
Component A. Workplace violence prevention strategies in Component B include
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grievance procedures, employee assistance programs, employment screening, and a zero
tolerance policy.
Grievance resolution.
The need for established and well formed grievance procedures is confirmed by
the findings that coercion is more likely to be used when conflict intensity is high and
there are no clear rules or norms to govern the negotiation process. A study by
Northwest Life Insurance Company (1993) confirms the value of established grievance
procedures in reducing workplace violence. Grievance procedures give the employer
greater control in effective resolution of injustices and wrongdoing within its'
organization. A defined grievance process adds a sense of procedural justice to a
situation where an employee believes injustice existed. To the extent that the employee
believes that fairness and objectivity are involved in the grievance process and that the
employer is attempting to control injustices within its' workplace, the employee mitigates
blame toward the defendant and the employer (Mikula 1993, Weiner 1985). Reduction
of blame and establishing a climate of understanding then reduce the risk of coercion or
violence erupting over the perceived injustice. Similar to grievance procedures, third
party mediators minimize the use of coercion by disputants.
Although procedural justice is extremely important, the grievance procedure can
go beyond fact-finding and rendering decisions. Fact-finding can be comprehensive
enough to bring to light many factors which influenced the occurrence of the
transgression. Some of the factors may not been known by either the grievant or the
defendant. Grievance administration can uncover acceptable explanations of the conflict
which mitigate the perceived responsibility of the transgressor and reduce the plaintiffs
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anger. Acceptable explanations can also maintain the positive self-image of the
defendant and enhance the relationship between the two. Research has shown that
apologies can be very effective in ameliorating negative impressions, removing
grievances, and reducing punitive actions directed toward the offender (Riordan., Marlin
& Kellog 1983, Schlenker & Darby, 1981, Schwartz, Kane, Joseph & Tedeschi, 1978).

Complex apologies have been found to be more effective than simple apologies (Braaten,
Cody, & Bell 1990, Hotgraves 1989). Remorseful offenders are perceived as less
responsible for their behavior than are offenders who are not remorseful (Bramel, Taub,

& Blum 1968) and they are less likely to be punished. Forgiveness is also possible but
that does not imply that the grievant removes blame because future offenses by the
defendant can result in new grievances that will be greater due to a larger negative
balance. Forgiveness does allow the defendant to mend the relationship and the grievant
to avoid the psychic costs of harboring resentment. Thus, grievance administration can,
through the use of psychological theory and criminology studies, develop resolutions that
go beyond addressing the issue at hand and instead focus on resolutions techniques which
address underdeveloped relationships between employees or between employees and
customers/clients.
Unresolved grievances may be associated with depression and feelings of
powerlessness, of which both are risk factors for workplace violence. Frequently,
grievances go unresolved due to employee fears of reprisal. The cost of unresolved
grievances to the employer and the employee is high in terms of productivity, loyalty,
health issues, and the potential for coercion to be considered as a resolution. In general,
the more harm done to a grievant, the greater the restitution demanded when the issue is

The Status of Workplace Violence Page 52

finally resolved. Further, when grievances remain hidden, the grievant may simply wait
for an opportunity to retaliate.

Employers can mitigate the repression of grievances through their programs that
define organizational culture. Employers who value diversity of ideas, view their
employees as a strategic asset, foster a climate of collaboration not competitiveness, and
effectively respond to retaliatory behavior will encourage the resolution of disputes
through communication and constructive grievance administration.
Employee Assistance Programs CEAP).
The Employee Assistance Program's role in addressing personal stresses of an employee
ultimately benefits the employer through the reduction of stress within the workplace.
Additionally, an EAP strengthens the employer's resources in combating workplace
violence by serving as an alternative or a supplement to the grievance procedure and
training programs. Employee Assistance Programs were designed in the l 970's to combat
employee dependencies on alcohol and drugs. Employers recognized that employee job
functioning was negatively impacted by chemical dependencies and that few tools existed
within the employers benefit programs that would help employees overcome their
debilitating dependencies. The employers sought to protect their investment in
employees by establishing in-house experts in dependency counseling or contracting with
private chemical dependency rehabilitation programs to treat employees at low or no
cost. Employee Assistance Programs have grown to encompass other life issues that
impact employee performance on the job such as domestic abuse, eldercare, grief, short
term treatment for psychological dysfunction, career exploration, and even dispute
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mediation. The value of Employee Assistance Programs to employers and employees is
supported in the 1996 SHRM study. The SHRM study found that employees who would
not bring a grievance to their supervisor's attention said that they would seek advice from
an EAP counselor. In such cases, the EAP counselor can assist the employee with
addressing the emotional consequences of harboring unresolved conflict as well as assist
the troubled employee with learning or refining conflict resolution skills. The medical
and community health resources available to Employee Assistance Programs provide
personalized referral services for employees who require on-going support to address the
distress in their lives, such as domestic violence groups, divorcee groups, networking for
outplaced employees, and long term therapy referral. Such support is normally well
beyond the resources and abilities of an employer. Employee Assistance Programs can
also supplement the employee relations programs when the disciplinary process pinpoints
the need for changes in an employee's behaviors and actions. Often, new behaviors and
cognitions must be developed by the employee in order to avoid the downward spiral of
progressive discipline as the employee's behaviors are undeveloped in the first place. As
previously stated, persons who resorted to coercive actions were found to be deficit in
scripts or scenarios from which to draw more positive responses to conflict. The
discipline will not provide the training and reinforcement for the new behaviors.
However, Employee Assistance Programs frequently provide the counseling to
employees which develops more appropriate behavioral responses. Also, Employee
Assistance Programs can assist with the reduction of workplace violence by
administering their core service: identification, referral, and counseling for employees
and their dependents who have alcohol and/or drug dependencies. Where workplace
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violence occurs, alcohol and/or drugs are frequently present. The Employee Assistance
Programs principal defense against workplace violence is the training provided to
employees in identifying signs of addiction and encouraging referral in lieu of enabling
the addictions and resultant aggressions to continue.
Employment screening.
An employer' s reputation for safety programs, continual employee development,

and a well-defined organizational culture will provide much of the advertising needed to
attract the type of job candidates who will be effective and less violent. The next level of
influencing the type of candidates seeking employment is the use of extensive
employment screening. Typical screening methods include criminal background checks,
drug and alcohol screening, credit checks, verification of academic credentials, reference
checks, and team interviews. The emerging technique of profiling - identifying
candidates who bear the typical characteristics of a violent employee - is not
recommended for use. The theory behind profiling is that an employer's hiring
representatives can identify a violent person before the person becomes an employee. In
fact, evidence shows that this practice should be discouraged. From a legal standpoint,
profiling can be discriminatory. A person' s resemblance to others who seek aggressive
solutions to their frustrations does not mean that the job candidate will be violent. The
legal test rests with the employer proving that the candidate is, through objective data, a
significant risk as an individual. Professional and ethical standards also point toward
profiling as an inaccurate assessment technique. The American Psychological
Association attests that trained psychologists are only correct in one out three predictions
of violence (Monahan, 1984, Mossman, 1994). Trained lay persons have not produced
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results more accurate than trained psychologists, thus the vast majority of candidates will
contain persons either overlooked or wrongly identified as violent risks by the hiring
official.
The recommended strategies for employment screening focus on identifying the
candidates who possess the behaviors and skills typical of a successful employee for the
position being filled. Criminal background checks reveal individual convictions from
which the employer can determine, what additional information, if any, is needed to
determine risk. Credit checks and driving records may be appropriate when driving
safety or financial security are job related success factors. Reference checks can verify
the accuracy of employment application data as well as provide a broader perspective of
the candidate's patterns of behavior, successes, and weaknesses. One reference check
method that is helpful in obtaining past performance data is to seek references from two
or three peers recommended by the candidate's reference. For example, the candidate's
reference would provide the name of a person employed by the candidate's past employer
who would be familiar with the job candidate's job performance. That person would then
be contacted, asked the reference questions, and then prompted to provide contact
information of another person who is familiar with the candidate's performance. This
tactic for conducting past employer reference checks often gets the prospective employer
past the routine reference replies provided by the job candidate's best friends.
Verification of academic credentials is another effective employment screening technique
that helps ascertain the candidate's interest in achievement within a scholarly
environment as well as verify the accuracy of the educational listings in the employment
application. Finally, the use of an interview team who is focused on finding candidates
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with values congruent with the employer's values, work practices that will be effective in
their environment, and knowledge or skill needed to succeed is the best screening
technique. The team can produce different perspectives about the candidate's strengths
and can test the candidate's behavior to varying personalities. The team approach will
reduce the opportunity for missing important points made by the candidate throughout the
interview process.
Zero tolerance policies.
Zero tolerance policies communicate to all those who access a work environment
that threats and aggression will be dealt with by the employer. The culture of an
employer will be the first line of defense in providing a climate for positive interactions
with others and on productive conflict resolution techniques. Zero tolerance policies reaffirm the employer's value on a safe work environment and requires the employer's staff
to be diligent in addressing violations. Too often, workplace violence occurs and is
followed by comments from staff who observed the perpetrator making threats prior to
the violence. The prior threats are disregarded as unintended until the violence occurs
and it is too late to avoid harm to employees, customers, and occupants of the employer's
facilities. Zero tolerance policies provide direction to employees and supervisors about
the appropriate reporting relationships when threats, violence, or suspicious conditions
exist. Like many aspects of workplace violence prevention, zero tolerance policies have
to be written to address the specific risks associated with each employer. A generic
policy will not be relevant for every employer.
Employee groups and unions are critical of zero tolerance policies. The criticisms
rest with employer tendencies to produce harsh discipline without discretion about the
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individual incident and lack of efforts to correct of the sources of conflict. The criticism
is valid and thus it is recommended that zero tolerance policies be general in regard to the
redress for specific incidents. The focus of the zero tolerance policy (see Appendix C) is
to develop a strong knowledge among the employer's staff and clients about unacceptable
behaviors and about reporting procedures. Misuse of zero tolerance policies is
discouraged by the Intrinsic model of workplace violence prevention through its' focus
on constructive practices such as conflict resolution, skill building, and culture
development. The model requires established and continuous activities in Level A before
strategies such as zero tolerance can be effectively implemented. Under this model, the
potential for misuse of a zero tolerance policy is mitigated while the message is clearly
communicated to employee, visitors, and clients that violence will be dealt with. The
message that "apprehension and adjudication is certain" must be clear to all who operate
within the work place. Referring to earlier research on deterring aggression, it is not the
degree of punishment that is the deterrent. It is the probability of apprehension for
punishment that is the greater deterrent.

The Intrinsic Model of Workplace Violence Prevention and Intervention: Component C
Strategies

Strategies within Component C require the involvement of external expertise. In
Components A and B, the employer uses techniques which are within its' resources and
expertise. As the employer addresses societal and environmental factors that influence
workplace violence, the need for broader knowledge and skills requires the employer to
seek the counsel of law enforcement officials, mental health clinicians, and consultants
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who have workplace violence expertise. These experts provide the last line of workplace
violence prevention and deterrence from the fast-paced, ever changing society in which
the employer functions.
Crisis management team.
The purpose of this team is to receive, investigate, and determine risk associated
with reported threats or imminent risks of violence. The crisis management team is the
responsible group within an organization for enlisting the assistance of external experts
for addressing a violent or threatening situation and dealing with counseling for
employees, visitors, and families following a violent incident. Additional responsibilities
attached to a crisis management team include contacting families of employees,
determining when it is safe for employees to return to work, arranging alternate service
for customers and suppliers, managing communications regarding the incident including
news media and employee benefit information, arranging clean up and maintenance of
the affected area, and for closing a crisis case when the risks have been diminished to the
appropriate levels.
The crisis management team responds to acute displays of threatening situations
and differs from multi-disciplinary safety teams which are focused on physical and
procedural security measures. Crisis management teams will typically include members
skilled in crisis negotiation, law, public relations, mental health, labor, operations
management and security. Crisis management teams fulfill their responsibilities by
following the employer's objective in managing crisises, utlizing pre-established decision
trees and checklists for systematic assessment of risks, and developing the response plan.
The members are typically employees of the organization who maintain ongoing
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professional networks with the external resources used by the employer, such as the state'
attorney's office, police, and mental health professionals. The importance of the
networking is noted when crisis or threatening situations exceed the expertise of the crisis
management team. For the safety of all employees, clients, visitors, and the well-being of
the employer, the crisis management team must address those situations within their
scope of expertise and be charged with the responsibility of quickly augmenting the
assessment and response capabilities by involving experienced external experts.
Police and expert network.
Violent situations in the workplace are better handled if police and other experts
are used to assess and resolve the situation (Fein, Bossekuil, and Holden, 1995). Often,
these outside experts provide objectivity and a fresh perspective in addition to their
experience in addressing violent-prone incidents. The employer's internal committees
such as a crisis management team or a human resources office may overlook viable
solutions because of inexperience with violence or reduced creativity as a result of being
familiar with the target or antagonist.
Outside experts include psychologists or psychiatrists who specialize in the
behaviors being exhibited by the subject. These psychological professionals can provide
a short-term assessment for risk of violent behavior and recommendations for long term
treatment of the antagonist, if needed. Additionally, outside experts are typically used for
the crisis debriefing team that deals with such issues as employee, customer, and family
post traumatic stress syndrome. Specialists in this fie ld are called to the scene to
commence debriefing immediately after and up to 72 hours after a violent incident. The
debriefing team not only treats employees, customer, and their families who are directly
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affected by the violence, but also the co-workers who need guidance on communicating
with employees directly involved in the violent incident. The police can access records
and information related to both the target and perpetrator including police, court,
probation, and correctional records; mental health and social services records, and
records prepared by private security personnel. Together these resources can help the
employer determine whether the risk for violence is increasing or diminishing, whether to
inform additional parties of the risk (specific work areas), and /or to remove the target to
an inaccessible location. Typical workplace violence incidents where external experts are
involved are stalking, domestic violence, or client/customer fixation on violent or
aggressive solutions to their frustration.
Maintaining on-going relationships with the police is helpful beyond the need for
their expertise in addressing a specific violent situation. By keeping police informed
about safety programs, training, and escalating hostilities related to layoffs, grievances, or
service issues, the police will be better able to respond when their immediate expertise is
needed. Further, on-going communication will allow the employer's crisis team to be
familiar with the actions typically taken by the police. This foreknowledge will be
helpful in providing collaborative efforts in the event a violent incident does occur which
requires police intervention.

Summary
This thesis included a comprehensive review of literature on workplace violence.
A variety of demographic variables, risk factors, and causal attributes for workplace
violence were identified. A working model for the prevention and intervention of
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workplace violence, The Intrinsic Model, was presented for use as a learning and
assessment tool . The Intrinsic Model of Workplace Violence Prevention and
Intervention is intended to serve as a guide for the employer and employee. The model is
based on a a myriad of suggested remedies found in violence prevention literature and is
based on empirical research. The model is designed to empower both employers and
employees who engage in workplace violence prevention programs that address known
risk factors for fatal and non-fatal workplace violence. While the lntrinisc Model
empowers employers and employees to implement strategies to reduce workplace
violence, the model recognizes the employer and employees vulnerability to societal
violence and suggests the inclusion of external resources such as law enforcement and
mental health clinicians to respond to violence risks posed by a broad society.
Limitations
While the Intrinsic Model of Workplace Violence and Prevention is based upon
findings in current workplace violence literature, the model does have limited application
for a number of reasons. Workplace violence research lacks empirical findings in a
number of critical areas such as the prevalence of sexual assault in the workplace, the
actions and responses of the aggressor and target in a violent encounter, the prevalence of
fatal assaults involving the self-employed, the prevalence of non-fatal assaults in the
governmental sector, the most effective violence prevention practices by industry and job
classification, and the critical factors which influence a person to pursue violent
resolutions. Another concern reported in workplace violence literature is the focus upon
incidences within the United States which limits the applicability of prevention and
intervention measures within international settings. These limitations to the body of
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current workplace violence research need to be addressed so that more effective
workplace violence prevention and intervention models can be developed for domestic
use and for a work settings that are resembling multinational corporations in the age of ecommerce.
Careful documentation of workplace violence incidents and empirical analysis of
proposed prevention measures will be helpful in identifying the most effective techniques
in addressing the varying risks for workplace violence. Future research which addresses
the current limitations in workplace violence information can then be translated into more
effective models for prevention and intervention. Idea;ly, progress in conducting effective
workplace violence research will set the stage for a reduction of violence in our society.
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APPENDIX A
CHECKLIST FOR PHYSICAL & PROCEDURAL SECURITY
Is the parking lot attended, particularly during late afternoon and evening hours, or
otherwise physically secure?
Are security escorts available to walk employees to and from the parking lot?
Are security personnel trained and accessible?
Does the facility provide escape routes ?
Can exit doors be opened only from the inside ?
Are there employee only work areas that are separate from public areas?
Are reception and work areas designed to prevent unauthorized entry?
Can workers observe clients in the waiting room?
Are convex mirrors placed in hallways with blind turns and/or susceptibility to public
access?
Are waiting rooms free of objects that can be used as weapons?
Are plexiglas partions or elevated counters used to prevent people coming over the
counter?
Are security cameras or closed circuit TV's available in high risk internal and external
areas on a 24 hr basis?
Are panic buttons and alarms available, particularly for field personnel or staff working
in isolated surroundings?
Metal detectors at the entrance or hand held in order to detect guns, knives, and other
weapons?
Door Locks (preferrably key code or fingerprint) entry systems throughout the facility?
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Are there height markers by the doorway for the staff to better identify characteristics of
the assailant?
Internal phone system to activate emergency assistance?
Phones with outside line pre-programmed to 911?
Two Way radios, pagers, or cellular phones?
Security mirrors?
Secured entry buzzers?
Personal alarm devices?
Entrances clearly visible from the street?
Good lighting outside the building?
Absence of bushes and other hiding places outside the building?
Nearby parking lot reserved for employees only?
Is the cash area or customer waiting area clearly visible from the street?
Are visitors required to wear ID badges?
Are staff required to wear ID badges with personal information omitted?
Is service waiting time kept to a minimum in order to prevent frustration?
Is the waiting area designed to enhance client comfort and to reduce stress?
Is there adequate staffing to address the work situations?
Are vehicles equipped with physical barriers?
Are evening or late night hours staffed for service?
Has the employer experienced a robbery in the past 3 years?
Has the employer experienced other workplace violence incidents in the past 3 years?
Do the employees exchange money with the public?
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Are controlled substances available or distributed by the staff?
Have the employees been trained in identifying suspicious behaviors or activities?
Have employees been directed on reporting procedures for suspicious behaviors or
activities?
Have employees been trained in conflict resolution and non-threatening behaviors in
relation to a potentially violent situation?
Are cash control procedures part of the safety program?
Are signs visibly posted that indicate that limited cash, no drugs, and no other valuables
are kept on the premises?
Is adequate staffing available during peak hours of public access, shift changes, opening
and closing procedures?
Has the employer experienced layoffs or terminations within the past 2 years?
Are out-placement services located off-site?
Are all unused interior doors locked to limit access?
Are clients, patients, and employees clearly informed that violence will not be permitted
or tolerated?
Are security and receptionists kept apprised of restricted or prohibited visitors who have
a history of violence or existing restraining orders?
Is a buddy sy~tem used for employees working in potentially violent environments and in
entering seclusion rooms.
Establish a system of employee check-ins for staff working in the field or in hazardous
situations. If the employee does not report in, the contact person should follow up.
Have employees been trained to recognize signs of danger in the field?
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Are employees directed to seek police escorts or not complete field visits when
dangerous conditions are imminent?
Are there patterns of worker's compensation claims in a particular work area?
Are there excessive claims or absences of employees due to stress or emotional
instability?
Are there repeated grievances regarding harassment or threats by certain employees?
Do labor-management committees or negotiation records have histories of safety
concerns?
What type of robberies and assaults have occurred at work?
Have lethal weapons been used or part of the violence?
What time of day have the violent incidents occurred ?
Were other staff or clients in the vicinity and were they injured?
What tasks was the employee performing at the time of the incident? What processes and
procedures may have put the employee at risk?
Were prevention measures already in place and used correctly?
What were the actions of the victim during the incident? Did these actions affect the
outcome of the incident in any way?
Are team meetings held in clinical and residential settings to discuss case management?
Is a census report which indicates precautions for every client provided to oncoming
shifts?
Are admitting and triage areas fitted with bullet resistant glass?
Are violent incidents and threats appropriately documented on incident forms?
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Are hostile visitors immediately reported to the appropriate supervisor or crisis team
member?
Are keys that are retained on staff members sufficiently hidden?
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APPENDIXB
COMPONENTS OF WORKPLACE VIOLENCE TRAINING

I.

Typical hazards by occupation, unit, or location and appropriate safety
precautions.
A. Clients and customers

B. Employees and past employees
C. Robbers and stalkers
D. Physical security measures
E. Administrative and staffing controls for safety
F. Field procedures for safety
G. Case management documentation
H. Requirements for reporting live threats, assaults, and risks
I.

II.

State requirements for securing restraining orders

Signs signaling individual stress, distress, and aggression.
A. Threats
B. Changes in appearance, hygiene, or health

C. Getting things in order
D. Financial difficulty or family/marital discord
E. Alcohol or drug use/abuse
F. Fascination with weapons
G. Hopelessness and high anxiety
H. Job overload, role ambiguity
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I.

Increased absenteeism or sick leave usage

J. Socially isolated
K. External locus of control or blaming

L. Prior history of violence, threats, or sabotage of individuals or inanimate
objects
M. Unresolved psychological problems or personality disorders
N. Political, religious, or racial fanaticism
0. Unreciprocated romantic obsession
P. Feelings of being vicitimized
Q. Prior history of abusive behavior toward animals in adolescence (particularly
helpful in school violence assessment)
R. Fascination with publicity in acts of violence

III.

Employer policies regarding violence or aggression in the workplace.
A. Organizational values

B. Zero Tolerance
C. Grievance Procedures
IV.

Review of administrative and external contacts
A. Crisis Management Team
B. Safety Team
C. EAP
D. Police and/or security department
E. Critical Incident Stress Debriefing Team

V.

Review of emergency and violence incidence plans.
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A. Robbery response plan

B. Emergency and Bomb Threat Plans
C. Management of assaultive behavior plan (for high risk areas such as
psychiatric wards, correctional facilities, taxicabs, and late night retail)

VI.

Review of post incident and de-briefing procedures.
A. Post-traumatic stress debriefing plan , counseling, and groups
B. Incident report
C. Procedures for filing criminal charges

VII.

Review of self development and wellness options for employees.
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APPENDIXC
SAMPLE ZERO TOLERANCE POLICY

This Zero Tolerance Policy has been adopted in recognition of the growing
problem of aggressive behavior and violence in the workplace. The workplace is an
environment where employees, clients, students, customers, and our business partners can
conduct their business or pursue their livelihood in a productive, collaborative manner
without fear for personal safety. To that end, acts or threats of violence, including
intimidation or harassment, on the employer's premises or involving the employer's
services, on premises or in the field, will not be tolerated. Further, the employer prohibits
all persons who enters our premises from carrying a handgun, firearm, or a prohibited
weapon of any kind regardless of whether the person is licensed to carry the weapon.
The only exceptions to the restriction on weapons possession are police officers, security
officers, and specific persons who have been given written consent by the employer to
carry weapons on the premises or during the scope of work.

Workplace Violence and Aggression Defined
Acts or threats of violence include the use of a weapon, gun, knife, or physical object to
hurt, intimidate or harass another person; physical assault of another person including
hitting, shoving, or fighting in a manner to harm, harass, or intimidate another person; to
make statements in written or oral form suggesting injury to a person or harm to their
property; stalking or repeated following of another person which credibly threatens the
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person's safety; unauthorized possession of firearms, knives, or other dangerous weapons
on the employer' s property. The employer's property includes all employer leased or
owned buildings and surrounding areas such as sidewalks, driveways, or parking lots
under the employer's ownership and control. Company vehicles are covered by this
policy at all times regardless of whether they are on the employer's property at the time.
Searches
The employer reserves the right to search any person, vehicle, or object that enters the
employer's property. Additionally, the employer reserves the right to search lockers,
desks, purses, briefcases, baggage, toolboxes, lunch sacks, clothing, and vehicles parked
on the employer's property. The employer may search its' vehicles while in use by an
employee to conduct the employer' s business regardless of whether the vehicle is on
company property. Searches may be conducted by the employer's representatives or by
law enforcement officials. In the event that an employer representative requests the
search, an employee may refuse the search, but the refusal may result in termination of
employment. The employer reserves the right to conduct searches on its property or
authorize searches by law enforcement on its property without the employee being
present.
Response to Violations of Policy
All persons who violate the Zero Tolerance Policy, including customers, clients,
employees, contract workers, or business associates will be brought before the
appropriate body for legal action and/or disciplinary procedures. Sanctions will be based
upon the factors of each incident, however all incidents will be addressed by the crisis
management committee for legal or disciplinary adjudication which can result in
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probation, incarceration, expulsion, suspensions, or termination of contracts or
employment. Carrying a weapon, as defined in this policy, onto the employers' property
will be considered an act of criminal trespass and may result in prosecution.

Employee Responsibilities
Each employee is encouraged to report incidents of violence, harassment, or threatening
behavior by any person accessing our property or services (on site or off-site). The report
should be made to the Crisis Management Team and an incident report should be
completed.
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